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WP Advisory provides best-in-class
management consulting services to
middle market companies. We are a
small team of senior executives with
significant industry experience.
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Summary
• The institutional client service support teams of a global investment bank were
managed autonomously and inconsistently which led to customer complaints,
reputational damage, and lost revenue
• Top Management formed a project team to develop a “gold standard”
operating model and roll it out to all client teams globally
• Development of the gold standard and global roll-out was completed in 18
months with highly successful and measurable financial impacts to the
business
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Role and Responsibilities
• Role
•

Project Leader – Global Alignment of Institutional Client Support Teams

• Responsibilities
•
•
•
•
•
•
•

Established and documented support model for the “gold standard”
institutional client services support team
Established support model performance metrics
Led the Implementation Team responsible for rolling out the model
globally; the team consisted of approximately 20 Managing Directors
and many junior resources
Assisted with hands-on implementation support with the weakest
performing teams
Led the culture change through constant team leader interaction and
encouragement and championing demonstrable change benefits
Chaired global project team meetings
Presented implementation roll-out progress reports to top management
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Challenges
•

Global institutional client support teams were fragmented and run
autonomously by Client Service Team Leaders which led to highly inconsistent
levels of service, operational methods, and performance metrics

•

Team Leaders were highly averse to change in a fast-paced business
environment with limited resources

•

Team Leaders did not directly report to the project team, so the team had to
influence behavior and get results without a direct management mandate

•

Team Leaders were located in Australia, Asia, Europe, and MENA as well as
North America which made communications and collaboration difficult;
language barriers existed; as well as the challenge of driving change remotely
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Outcome
•

The transformation was highly successful, being completed on-time in
approximately 18 months, and was praised by Top Management as one of the
firm’s great success stories of the year

•

The global roll-out was completed on-time with all teams fully implementing
and embracing the new operating model

•

All teams reported improvements in performance metrics including revenue
growth, revenue retention, and client satisfaction

•

Financial benefits were estimated as follows: $350M in revenue converted
from “at-risk” to secure status; $750M in annual revenue protected;
additional future revenue expected but difficult to estimate

Copyright 2019 WP Advisory

7

Contact
For information please contact:
Christopher R. Wight
President & Principal Consultant
+1 (866) 200-2550
c.wight@wp-advisory.com
Andrew Yue
Managing Director
+1 (914) 439-2028
a.yue@wp-advisory.com

www.wp-advisory.com
+1 (866) 200-2550
245 Park Avenue
New York, NY 10167
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